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   School of 
Design 
Organisational Consent Form for Charity C Service Design 
Project 
 
About this Research 
 
Charity C have agreed to collaborate on this project as part of an on-going 
doctoral programme to establish the value of a design for service approach to 
develop public services in the Voluntary Community Sector.  
 
The project aims to establish Service Design and User-Centred Design 
processes in Charity C to see if the approaches create better outcomes than 
the organisation’s traditional methods. The project is expected to start on 11th 
February 2013 and last for 8 weeks. 
  
As part of this inquiry, the researcher will work with Charity C staff to use 
these design approaches to see if they think the ideas they create are better 
than how they traditionally develop new services.  
Researcher : Laura Warwick 
 
Contact School of Design via Mark.Grant@northumbria.ac.uk 




All participants can choose not to be involved in this work, and the researcher 
will obtain informed consent from each of these individually.  The researcher 
will also explain the participant’s individual rights.   
 
Data will be collected to establish any impact or potential benefits of the 
design for service approach. All data will be collected with permission of the 
organisation or the individual(s) concerned. The data collected, and analysis 
of the data collected, will form part of my PhD thesis, and may also be 
reiterated for academic journal paper submittal, both of which will be 
published. 
 
Charity C have the right to withdraw from the research during the 8 weeks of 
the project, without reason and without fear of judgement. Thereafter, Charity 
C will have the right to ask for the data to be anonymized. The final narrative 
of all publications will be sent to the organisation for approval, and will only be 
published once the approval is gained.  
 
Please also feel free to ask any questions that you might have about the 
research, or the organisation’s role in it, before giving your consent. 
 
Information obtained in this study, including this consent form, will be kept 
strictly confidential (i.e. will not be passed to others), and anonymous (i.e. 
individuals and organisations will not be identified unless this is expressly 
required and consented to separately in writing). 
 
Data obtained through this research will not be used for purposes other 
than those outlined above without your separate written consent. 
 
By signing, dating, and initialling below, you indicate that you fully 
understand the above information and agree for the organisation to 





I, on behalf of Charity C, consent to the 
organisation’s participation in this study and 
the use of collected data as described 
above 
 
Sign:                                    
Date: 
 
Position in Charity C: 
  
I, on behalf of Charity C, consent to this 
use of any recorded materials, (Photos, 
Audio, and Video), in research 
presentations and research publications 




Thank you for consenting to participate in this research 
 








School of Design 
Informed Consent Form for Charity C Service Design 
Project 
 
About this Research 
 
I am interested in finding out if voluntary organisations can create better 
services for their customers if they use techniques often used by designers. I 
am working with Charity C’s staff to use these design approaches to see if 
they think the ideas they create are better than how they traditionally develop 
new services.  
 
By understanding how people use different services, Charity C hope to be 
able to understand ways, big or small, in which they can improve them. Your 
involvement would be much appreciated to help provide opinions, thoughts 
and ideas that will help us create and develop ideas in the best way possible.  
 
If you choose to be involved, you will be asked during different activities to 
provide your opinion on different community services. The activities are 
Researcher : Laura Warwick 
 
Contact School of Design via Mark.Grant@northumbria.ac.uk 
Or Phone: 0191 227 4913 
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designed to be fun and interesting and your opinion will be greatly valued.  
 
The activities might be one-on-one, such as an interview, or in a group, such 
as a creative workshop where a group comes up with different ideas or gives 
opinions collectively. At no time will you be pressurised to give information, or 
judged on any idea or opinion you express.  
 
In all of the gathered information, your name will be replaced with a random 
one to ensure that no one knows your identity. Anything that you have said 
that could be used to identify you will also be removed prior to any sharing or 
publication. Other personal information you may also mention such as other 
people’s names and other sensitive information shall also be made 
anonymous or simply omitted.  
 
I will record all of the activities using a combination of audio, video, and 
photographs. In published material I will use original images unless it is 
otherwise requested. It is still possible to take part in this research if you wish 
sound to be recorded but not visuals, which you can indicate below. 
 
All data will be safely and securely stored at all times on an encrypted 
memory stick and will be disposed of five years after the completion of the 
PhD. 
 
The data collected and analysis of the data collected will form part of my PhD 
thesis, and may also be reiterated for academic publication, conferences, 
journals etc., all of which will be published. 
 
You have the right not to take part, or withdraw from the research at any time 
during the research, without reason and without fear of judgement. Please 
also feel free to ask any questions that you might have about the research, or 





Information obtained in this study, including this consent form, will be kept 
strictly confidential (i.e. will not be passed to others), and anonymous (i.e. 
individuals and organisations will not be identified unless this is expressly 
required and consented to separately in writing). 
 
Data obtained through this research will not be used for purposes other 
than those outlined above without your separate written consent. 
 
Participation is entirely voluntary and you may withdraw at any time within 
the next 24 months, for any reason, without any need to explain. Where 
results have not been analysed and published, your data will be destroyed 
on request. All recordings, transcripts and visuals obtained during this 
research will be destroyed 5 years after completion.  
 
By signing, dating, and initialling below, you indicate that you fully 
understand the above information and agree to participate in this 
study on this basis. 
 
I consent to my participation in this study 
and the use of collected data as described 
above 
 
Sign:                                    
Date: 
I consent to this use of any recorded 
materials, (Photos, Audio, and Video), in 
research presentations/ research 
publications/including Internet publications 
(delete as appropriate). 
Initial: 
If you would like to be kept informed of this 
research, please provide your email 




Thank you for consenting to participate in this research 
 

























































































































I: The first question really is just so that for the record you can explain your role in 
relationship to the organisation. 
R: Yeah.  Right I’m the business development manager which is a very grandiose title 
for meaning that, I help The CEO do what The CEO does.  I think the Board were 
very forward thinking in their ability to be able to say right we’ve got reserves here, 
we’re under pressure, we need to expand quickly how are we going to do it and 
they’ve put aside some of the reserves to pay for my salary.  I started in January 
after I’d been made redundant from another third sector organisation that I worked 
for many many years and they wanted me first and foremost for my funding skills 
and I’m also a tendering manager as well but I mean I’ve done a lot of project 
management and things like that.  I didn’t come from the third sector, I came from 
the public sector, I was a civil servant [I: right] but I do like the third sector and I 
think that those people were truly committed to do it because they have a inbuilt 
wish to change things and to make civil society far more inclusive than it is at the 
moment and so I’ve come here.  I found it difficult I’ve got to be honest with you.  I 
have found it difficult because there aren’t the funds out there that were like they 
used to be also the commissioning with mental health services isn’t as far down the 
line as I would like it to be so there is a funding gap there which frankly worries me 
so I’m looking now at how we can be sustainable in other ways perhaps by selling 
some of our services in a paid for type of way.  You know, kind of without jumping 
the gun that’s where I’ve found LLLLL’s help most valuable. 
I: Right.  Okay.  so the rest of the questions will be about the way the collaboration’s 
been set up. What was your reaction at first when approached to work with or 
asked to work alongside a service designer? 
R: I didn’t understand the concept of service design at all even though I’ve seen 
LLLLL. I mean before I came here I was fortunate enough to see her do her spiel at 
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the university when she was doing the feedback for Age UK and I just happened to 
be there and I thought whoa, this is fantastic because I’ve done community 
consultation before and those kind of exercises and I thought this is really kind of 
more not of the same but very innovative so I’ve kind of latched on to it straight 
away but then when I realised she was coming here I kind of questioned her quite 
closely because my daughter has done a similar first degree to the one that LLLLL 
did. 
I: Right. 
R: And I couldn’t make any of the connections at all because LLLLL’s clearly 
academic.  My daughter isn’t, she’s an artist. 
I: Yes, yes. 
R: And LLLLL was very upfront and, you know, she kind of – I questioned her quite 
deeply and I said come on, tell me, tell me what makes you tick and I began to 
understand then what it meant but the thing I’ve really kind of reconciled with it is 
demonstrating it in the way that I’ve worked with her and I do now understand why 
it’s important and why, you know, it would make a difference. 
I: Okay. 
R: I find it hard to write it down. 
I: Yes. 
R: I find it hard, you know, I mean I tried to explain to my daughter because although I 
don’t think she could necessarily do what LLLLL does I was trying to say to her 
that, you know, design is so diverse that you don’t need to go in and design soft 
furnishings, for example, you could go the other end of the spectrum as LLLLL has 
and do something completely different where, you know, you think well how’s that 
got to do anything with design because what my daughter does I’m so actively 
involved in because I find it exciting and LLLLL will have done that and I don’t know 
– I didn’t know how she’d made that quantum leap from there to what we do here. 
I: Right.  Okay. 
R: But however she’s done it well [laugh]. 
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I: Yes.  How did the collaboration begin?  What role did the service designer take 
on? 
R: It was funny actually because she’s a very personable individual and there’s no 
reason why she shouldn’t have got on here, and she did.  [Sigh] now how do I put 
this, this is off the record isn’t it, this conversation?  I like the CEO a lot and I really 
admire him and if I didn’t I wouldn’t be working for him but he has a different 
management style to what I’m used to and I haven’t quite bottomed it yet.  He’s like 
nobody else I’ve ever worked for and he doesn’t cause me any angst or anything 
like that, he’s happy to let me get on but I think that LLLLL felt like I did.  We both 
came more or less the same time and it was like we were swimming in treacle and 
it’s like where do we find our direction here and one morning, it was a morning very 
much like this, we came and she said have you got 5 minutes for me XXXXXX and 
we sat in here and I think she was going to cry on my shoulder and it turned out I 
cried on hers instead and we had this very kind of in depth conversation about 
where we were going and what our roles were and everything and the upshot of all 
of that, I mean I don’t need to divulge what was said or anything like that, but the 
upshot of it all was that we both made a personal plan together  riding side by side, 
if you like, you know, to kind of crack what it is we needed to do and I thought what 
I’ve got here is an expertise that if I went out would cost me probably £200 or £300 
a day and I’m not utilising it.  I’m struggling.  I can’t find out why I’m struggling 
because there shouldn’t really be any reason why I am struggling because, you 
know, I’m long in the tooth, I’ve been around a long time.  I’m not stupid, you know, 
I can work it out for myself but I just couldn’t get a handle on it and between us we 
found a way and once we started collaborating and realising what it was that we 
could collaborate on that’s when it all came together and I don’t know whether that 
was happy circumstance or whether, you know, it was just – but we managed to 
crack it and I think once we did that I found that YYYY for example, and you’ll 
speak to YYYY later, she suddenly realised and capitalised on it as well and it sort 




I: Do you think it was the skills or the attitude or personality that... 
R: I think it was both but I mean I’ve got to say, and it will probably come out 
throughout the interview that, you know, YYYY and I have both said it’s very 
unusual for a woman to join an organisation and not to inspire spite or, you know, 
envy or any of the horrible things that women tend to do to each other, you know.  
We just think she’s a thoroughly nice person, we’ve enjoyed having her around and 
we miss her now she’s gone so. 
I: Was an effective set of aims and objectives and a route plan arrived at?  I think you 
maybe touched on that actually. 
R: I think eventually yes but I do think that we had to work it out for ourselves and, you 
know, there’s the thing as well, I’ve come in as a very experienced person, I hope.  
I hope that’s the way that they see me and I’m sure it is but what I don’t want to do 
is ride rough-shod over colleagues who know their world inside out you know.  I 
don’t want to be telling them how to do it so I’ve had to somehow find a way to 
impress them without making them feel marginalised or overawed or whatever and 
that has been quite a learning curve for me because I am used to being in charge. 
You know, in my last organisation I was HR manager, I was a funding manager, I 
was the, you know, kind of older token person that if somebody was having a bad 
time they’d say XXXXXX can we talk to you for 5 minutes, you know, we need 5 
minutes of your wisdom and that was me in my last role and I’ve got to say I do 
miss it in parts but, you know, this is a different role and I had to forge a new role 
for myself. 
R: But what I have done I’ve found a real ally in LLLLL and I know that if I rang her up 
at any time and said look I’m really struggling with this, what do you think I know 
that she would help me. 
I: Okay.  My next question I think you’ve really already addressed because it was 
how did you arrive at a brief and set of objectives to [09.56]  and evolving process 




R: It is and, you know, again I kind of came here having had, you know, I can’t tell you 
the hundreds and thousands of pounds I’ve had in European money in, you know, 
local grants I’ve worked for all sorts of organisations from the 2 or 3 person little 
charity to a massive great big charity.  My last charity was Ground Work, you know, 
which is a multi-national organisation which is unfortunately on the slide but, you 
know that’s the climate that we live in at the moment and I couldn’t understand why 
I wasn’t being successful here because I wanted to come through the doors and 
within days I wanted to say right, here you are, you know, here’s your money, 
duhduhduhduhduh.  Now I understand the climate’s changing out there and that’s 
not going to happen and, you know, I could batter my head against a wall, I could 
put bids in every single day of my life and I’m not going to get that kind of money.  
That moment’s passed now.  We have to look at a different way of sustainability 
and I was struggling.  They want me to do a Reaching Communities bid and I was 
really struggling getting a handle on that because, you know, they want this, they 
want that, they want the other and I thought, you know, the lottery, I’ve had 
umpteen, more than 5 successful lottery bids, none of which I’ve done by myself by 
the way, I’m not that clever but, you know, as a major player.  I thought I really 
don’t want to do this.  I haven’t got the stomach for it, I don’t understand where the 
direction is, I don’t understand what they want, when the lottery see it they’re going 
to say oh God, it’s her again and she’s asking us for more of the same, how boring, 
you know, and I’d really got myself backed into a corner and I spoke to LLLLL 
about it and I said look, I need a peg to hang my hat on.  I said I need something 
that makes the lottery look at my description within the first few sentences and go 
whoa what on earth is she on, you know, and I think she told me to do that. 
I: Right okay excellent. 
R: I mean I’ll be absolutely devastated if the lottery look at it and say [tsk] seen it all 
before, you know, because I don’t think they have. 
I: Yes,  
R: But then we have the other side of the equation where, you know, you can see 
some of the Board, some of the Board of Trustees, their eyebrows raising as much 
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to say ‘[tsk] do you know what, don’t know where the hell she’s coming from, you 
know, because I use words that they don’t associate with and one of the things that 
LLLLL and I have talked about and, you know, it was LLLLL’s idea I’ve got to be 
honest, that we talk about an empowerment [12.46 work up].  Now I like that.  That 
embodies everything that we want to do but, you know, the Board are really cool 
about it but I said to The CEO and I’ve agreed with The CEO that, you know, I 
don’t want the Board to micro-manage my funding because if they’re that clever 
they can jolly well do it themselves, you know.  They have to take advice from 
somebody who hopefully knows, you know.  
I: Okay.  So if we go on and talk a little bit about methods and processes that have 
been used in the collaboration now, can you describe any of the methods or tools 
that the collaboration’s employed? 
R: Yeah.  I like her little drawings.  I like the fact that she puts it on a sheet of A3, it’s 
got coloured people on and it’s got words on and it’s funny because she – when we 
agreed eventually as a team – she sends it across to me and I quite often use 
some of those words in my bids and we’ve talked.  I mean I consider myself to be a 
wordsmith and we’ve talked at length LLLLL and I about certain words and how 
evocative they can be and I like the fact that she comes in without the tunnel vision 
and uses words that we perhaps haven’t thought about before and I’ve gone 
through the older bids that I’ve done and the new bids and I think there’s a new 
dimension and I think there’s a new kind of speak coming through. 
I: Right.  Can you give an example of a word? 
R: Not right now but it will come to me.  But, you know, it is difficult to describe people 
who have mental health issues and the jury’s not out on that yet because MMMM 
to MMMM and National MMMM say one thing and I look at their branding and I 
think I don’t like that, it makes me cringe.  I prefer what LLLLL says, so, you know, I 
don’t have a directive from MMMM National that I have to use them, it’s just, you 
know, this is what we think works so in preference I would use some of LLLLL’s 
words rather than theirs because I find them less emotive, less stigmatising, more 
inclusive.  And you know to me it is important because of what I do.  I’m 
  
349 
persuading people who don’t see me face to face like you’re seeing me face to 
face.  They’re having to rely on the spoken word for me to get across what it is I 
want and if I don’t make that impression, rather like a journalistic piece, if I don’t 
make that impression within the first few sentences then the rest of it is a waste of 
space. 
I: Yes. 
R: It is of no consequence at all.  So, you know, if I’m training people to put funding 
bids in, for example, I always say right, describe your project succinctly in no more 
than 50 words and I said and then give it to your partner, give it your friends, give it 
to whomever, colleagues, let them read it and find out what they understand.  I said 
if they can’t tell you what it is that you’ve said start again and I’ve noticed that that 
50 words now is becoming increasingly 20 words.  So for example, you know, 
explain in 20 words the aim of your project.  That means every single word has to 
count and I think that’s where LLLLL’s helped me as well that whilst she’s not done 
it for me she’s made me think in a completely different way. 
I: Okay 
R: I also like the way as well, and I’ll tell you this in case I miss the thought, you know, 
in things like lottery for example you have to explain the need.  I’ve always found 
that so difficult, you know.  You can quote the statistics and say, you know, in 
South Tyneside 1 in 4 families are living with a disability, that kind of thing, you 
know.  Yes it’s emotive and so on and so forth but if you can actually say we’ve 
spoken to the service users and they tell us this, this, this and this and that’s 
something that LLLLL’s really captured.  And I’m doing a private bid for the 
academy that as I say I’m on the Board of Trustees and one of the things I’ve done 
is got somebody who I know is good at speaking with the community and I’ve 
asked them, and I asked her last night at the Board meeting would she help me 
and she said I haven’t done a bid for ages and I said I don’t want you to write the 
bid, I’m going to write the bid, I need you to help me to establish need because 
that’s something I’m not particularly good at but I know you are.  So she’s made 




R: And I think that will be our success in future that if this bid hits home on reaching 
communities I think it will be because of the way we’ve gone about it so instead of 
saying, you know, we’d like 3 more staff,  what are we going to get them to do and 
where are we going to base them.  We’ve looked at the holistic need and then said 
how are we going to deal with this.  It’s a different process altogether.  We would 
have got there eventually but not in the right order I don’t think and I think LLLLL’s 
convinced me to think about it in the first instance in a completely different way. 
I: Right.  So the techniques that LLLLL’s used, were these new to you? 
R: I think I’ve probably come across them before but -, you know, I think sometimes I 
start on an application and I get a bit side tracked and the words suddenly kind of 
become all important whereas if I can keep looking back to LLLLL’s plan, her A3 
plan, where I would probably have at one stage done a mind map or something like 
that that to me is better than a mind map because it shows you, you know, how 
you move from A through to B and all points in between and I like that.  It’s very 
clear and so as I’m writing the bid I keep going back to LLLLL’s blueprint and 
saying have I got this right, have I hit the mark, you know, are we getting all these 
points across. 
I: Okay.  So I think you’ve - just answered the next question actually because that 
was - asking whether you’d like to use them again from a service development [R: 
yeah] and it sounds as if you are. 
R: Yes I’m sold on the idea.  I’m totally sold on it.  
I: Yeah.  So following on from that was a question really about whether you would 
use them yourself or you would expect them to be just used by the organisation but 
again this is something you’ve personally adopted. 
R: Yes and you know LLLLL’s very kindly left us a kind of a Noddy’s guide [I: right] to 
how to do it and I’ve got that on my PC and I will refer to it and I’ll certainly refer to 
it when I’m doing my private one with Meadowdale because that is so onerous - 
because what we’re trying to do is to get an all-weather pitch, not for the school but 
for the community and use the school grounds for community use [I: yes] and I 
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think I can establish need because there isn’t anything in that vicinity other than at 
Ashington or er Blyth, you know.  This is Bedlington which doesn’t have that kind of 
facility so I will be using that guide and I’m going to see the deputy head later on in 
the week and I shall almost certainly flick that across to him and say let’s look at 
this and let’s go through it this way and do it this way. 
I: So next we’re dealing with the approach - and I think you’ve perhaps already 
touched on this but has the collaboration made you think differently about the way 
you currently develop a service. 
R: It has yes, yeah.  I think when I came here there’s a lot of things that have been 
done.  I mean its 26 years old now.  I’m really impressed with what they’ve done 
but as I say times are changing, things are moving on, the funding regimes are 
different, you know we’re moving more into service level agreements and 
commissioning and things like that but I still think there are other innovative ways 
that we haven’t looked at yet where we could make money er that will make us 
more sustainable because I look at the big society as a whole and thoroughly 
despair, you know, I really despair and that’s politics aside, and I think that there 
will be plenty of small charities that go to the wall.  I don’t think Charity A will be 
one of the.  I don’t think Charity A will be one of the.  Some of the smaller ones 
might close down for want of funding but I think, you know, that we are in a position 
to be able to ride the storm but I don’t want to just ride the storm.  When I come out 
at the other end and the double dip’s over, and we’re sure it’s over, I want to be a 
beacon.  I want to be shining out there and saying look, this is the way that 
charities should be sustainable. 
I: Right.  So it’s a good [22.41 plan], what do you think are the key strengths and 
weaknesses of the collaboration now looking back on it? 
R: I think a weakness was the fact that LLLLL came to use very highly recommended.  
The CEO clearly liked her and within the first day of me coming he said we’ve got 
this young lady coming, she’s a PhD student, duhdeduhdeduhdeduh and he said 
her name is LLLLL KKKKKK and I said I know her and he said do you and I said 
yes I had the good fortune to be in one of her presentations just before I came here 
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and I said fabulous.  I said aren’t we lucky.  But I didn’t think that she was given 
enough direction at that stage and it’s perhaps because nobody really understood.  
I mean it took me a long time to understand and even asking all the in depth 
questions I was still a bit confused and, you know, I don’t know whether YYYY will 
confess or not but she hadn’t filled the diary in until recently and she said I don’t 
know what to say XXXXXX and I gave her mine and I just said crib off mine if you 
want.  I said I don’t think it’s perfect but I said I tried to fill it in as I went along and I 
couldn’t because I said it’s a concept not a daily record so I don’t know what you’ll 
think when you read my diary but, you know, I think I’ve put down a lot of things 
that I’ve spoken to you about and it’s a holistic concept and when - YYYY came 
back to me she said I found that really helpful she said and as soon as I started 
writing I couldn’t stop and I said yeah I found that as well and what I’ve done is I’ve 
separated mine into projects so that, you know, you can see how each project 
benefited and, you know, my vision for a sustainable charity, I put in a bid recently 
for Northern Rock - Fresh Ideas and it is to help charities to get over this hump and 
become more sustainable and again, you know, I didn’t know where to start, I 
didn’t know where to focus it, I had the papers for weeks, I couldn’t fill in a single 
word and I thought I know what I want but I don’t know where to start and again 
that’s where LLLLL came into her own because I just said to her can we sit down, 
can we talk about it, can I give you my thoughts and vision and do you think you 
can do something with it and she did and from the moment she sent me her 
blueprint I had no difficulty at all filling in what was really quite a straightforward 
application but again every word counted, the word count was very limited.  It 
wasn’t particularly onerous - other than the word count – but I had to make sure I 
knew exactly what I was asking for and why I was asking for it and not just give me 
25k and I’ll be happy and I’ll not darken your doors again, and when I re-read it at 
the end I sent it across to The CEO and said well here it is, see what you think and 
I think he changed about half a dozen words, that was all, but as I sent it I was so 




R: And I just know and you know how you just know and I thought do you know what, 
that is a mammoth piece of work that really stretched me beyond – well up and 
beyond my capabilities but because of what LLLLL did to set the ball rolling that is 
one of the pieces of work that I am most proud of and again if we don’t get that 
money I will be disappointed but it won’t be for the want of trying.  And for 
somebody who has as much background in funding as I do, to actually look 
dispassionately – well I probably didn’t look dis – I probably looked at it and just 
thought wow!  And you know I think I’ll be reading that bid in 2 years time and 
thinking wow, what was I on then, you know. 
I: [Laugh]. 
R: But it just completely hit the mark when it was going nowhere at the start.  
I: The next question again I think you might already have touched on.  It’s really what 
was lacking if anything in service development prior to the collaboration? 
R: I was interested in the new brochures that we were getting because, you know, I’d 
actually said it would be nice to get some new literature so that I can send it to 
prospective funders and say this is us.  Now marketing is not my strong point.  I 
know what I like and I know what I don’t like but, you know, other than on a day to 
day basis I’m not a marketer.  I mean I go out and I network and I market the 
service and I think I do that reasonably well but marketing as a pure - ideal is just 
not me and I looked at some of the stuff that was coming back and I was thinking 
do you know what, it still doesn’t get up and grab me.  And LLLLL looked at that 
and she said to me, in a private moment, she said XXXXXX I still think it’s 
lacklustre don’t you and I said I do actually yeah.  She said what am I going to do 
and I said well, I said, there’s only one of two things you can do.  I said you can 
either keep shtum in which case we get what we paid for and what we deserve, I 
said, or else we can make noises and we went for the latter and as a result of what 
she said some of the wording and things were changed.  And we’re working with a 
dynamic young woman who’s been loaned to us and part paid for by Gateshead 
Council, she’s a marketing manager, she set up her own business and we’ve made 
good friends because she said to me, she said - you’ve been in business before 
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haven’t you XXXXXX and I said yes.  She said well can I come and talk to you 
about it and I said yes that’s fine and I just looked, - I go to the Institute of Funding 
bi-monthly meeting where people talk about funding and funding issues, and she 
happens to be one of the people that’s going to be the guest speaker and I met her 
and when I met her I was really sold on her and she came to me and she said 
XXXXXX this is going to sound awful but she says I’m going to ask you, she said - 
all the literature that comes up from MMMM National, she says, they’re all black or 
predominantly black, she says, - they’re all young, she says there’s nobody kind of 
an age and I said you mean old like me.  She said no, I didn’t say that.  I said well 
what do you want from me.  She said your picture and I said fine and in the end 
she didn’t use mine or our office manager who’s also over 50 but I thought well, 
you know, she’s looked at that and she’s thought about her audience and she’s 
thought about who, you know, who might pick these up and - I don’t know if you’ve 
seen our literature actually or somebody will give you some as you go if you want 
some, - it is getting along the right roads now. 
I: Yes. 
R: Yeah.   Because people – images are very evocative and people might look at 
them and think well that’s not for me because I don’t look like any of those people 
[I: yes] you know.  She looks middle class, I’m not middle class, you know.  He 
looks like, you know, some kind of street urchin. I’m not like that, you know, and it’s 
the way that you portray the images and whether people kind of relate to those 
images.  
I: Yeah okay.  - next section is looking at - barriers to the collaboration.  - do you 
think the collaboration helped to break down any barriers between stakeholders - 
and if so, - were they between the staff within the organisation, any volunteers or 
with the actual service users? 
R: The service users liked LLLLL and I mean they are a lovely bunch.  I mean I took 
to them straight away.  I didn’t think I would but, you know, it didn’t take me very 
long to warm to them despite some quite odd foibles on occasions, you know, - 
and the staff like LLLLL, like me, you know they all think she’s a very nice person 
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and so that helps, it helps tremendously but I think the biggest advantage I think 
she had and the biggest turnaround I saw was with the Board of Trustees and I 
know she’s going to speak next week at our Board meeting and the Board have in 
the past given me a really rough ride and I think, you know, between these 4 walls I 
think they’ve been told to lay off me because at one stage they did kind of rattle me 
to the point where you’re not bringing enough money, we don’t know what you’re 
doing whereas, you know, they don’t see what I do behind the scenes.  I’m a really 
good networker and quite politically astute.  To me it’s important how we’re 
perceived in North and South Tyneside and, you know, I’m already kind of 
positioning to make sure that we can move into those areas without - all those kind 
of things are done behind the scenes.  There’s no evidence, you know, but I can 
assure you they will happen, you know, and if they don’t happen in the next 18 
months they’ll happen in the next 2 years and you know all that hard work will have 
paid off.  They don’t see that.  Unless they see the pounds, shillings and pence it’s 
like what the hell is she doing all day, you know, and so they’ve given me a really 
rough ride on occasions - less so now.  And, you know, I’m at a time of my life 
where I’ve just said to The CEO, I said if they cut up rough and they piss me off I’m 
going to go because I don’t care really, you know, I mean I do but, you know, I’ve 
got nothing to lose.  I have absolutely nothing to lose. 
I: Okay. 
R: But LLLLL goes in there and she goes in before me and the time before, the month 
before, was the worst time that they’d really had a go at me.  Not the Chair I hasten 
to add, but a couple of people had jostled me, you know, verbally jostled me and 
I’d kind of come out and thought I don’t think I’m going to survive and LLLLL went 
in the next month and she charmed them and they were eating out of her hand and 
I have to say I was sneaky enough to go in on the back of that. 
I: [Laugh]. 
R: And I won them over and I, you know, I mean that was a tactic which, you know, if I 
hadn’t capitalised on it then I would have wasted a really good entre but you know I 
was amazed.  I was watching their faces and just thinking I’m not sure you know 
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where she’s coming from but you do like what she’s saying and so that then, as 
soon as she went I went in and, you know, I thought right I’m going to ride on this 
crest and I’m going to capitalise on it and I did and I think that turned it around for 
me.  And again, you know, you could call that circumstance, you know, and all the 
rest of it but I spotted a chance there and you know. 
I: Next is a section on creativity.  Do you think the collaboration has increased the 
creativity and entrepreneurial capacity of Charity A? 
R: I would hope so.  I mean she didn’t have to go very much to convince me because 
I kind of did latch on to it eventually and realised where her forte lies but as I say I 
would like to keep her coming back to the Board intermittently to try to change their 
perceptions because I do understand why the Board is cautious but I don’t know 
how we change those perceptions and ours is not the only Board, all Boards are 
like that [I: yes] but having said that, at my last place we had a very innovative 
Board and I thought they went the other way to the point of being stupid and I now 
think they’re moving away from the core values and so I would look at them as a 
yard stick one way and us the other and the two goal posts and somewhere in 
between there is a middle road. 
I: So when LLLLL went in front of the Board did she say the same things differently 
or new things? 
R: I think she said new things.  I think she kind of said what it was she was doing and 
why she was doing it and, you know, we are all very supportive of each other and it 
was clear that she was part of a coordinated team and that we’re all singing the 
same song which is important.   
I: So would you say that the advantage, for instance that came out of that 
presentation with the Trustees, is that attributable to the design process that was 
followed, that the collaboration was based on, or are there any other reasons for 
any of the sort of creative interest around entrepreneurial development that have 
taken place recently? 
R: I think she’s – I’m not sure I can answer your question simply.  I think she’s kind of 
- brought in a new creativity that she’s questioned why we do things and how we 
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do some things and when I first came in here I applauded what they did and I knew 
why they did it but it did worry me that it seemed to be without end, that people 
came here, and this is not the worst place for it, but people came here almost like a 
drop-in because it’s safe and it’s nice and you see your friends and you have a cup 
of tea and you have a biscuit, you know.  Winlaton I think is even worse than that 
even though I’ve not been there.  Its reputation is that people want it to stay the 
same way it’s stayed for 20 years. 
I: Right. 
R: Now something that I would attribute directly to LLLLL is the fact that we now are 
talking about interventions that have a defined length, whether that’s 6 months or 
18 months or whatever.  Our counsellors do it, our counsellors, you know, here you 
have one session plus 6 [I: yes] unless, you know, somebody’s suicidal or 
something extenuating happens so there’s a beginning, a middle and an end [I: 
yes].  LLLLL’s convinced us now that, you know, we should sign up at the 
beginning; the person, the well-being recovery person and the client and sign up to 
whatever it is that they’re going to do over this journey of recovery so that at the 
end they know it’s an end and they either go and they seek work or the do 
whatever it is they do if they volunteer [I: yes] but obviously come back through the 
circle again because they’re not up to it. 
I: Right. 
R: And that to me is a standing because that is so easy to sell to funders. 
I: Right, yeah. 
R: This is what we do, this is the project, this is how we do it, this is what happens, 
these are going to be the outcomes, what could be easier.  Whereas if I’m just 
saying, you know, we have a really nice fluffy tea club where people come and 
they can talk about their issues and, you know, yeah but what happens and you 
know the very first grant I got in, although it was very small, it was only one and a 
half thousand pounds, it was for an employment group and it was for those people 
who now feel in a position to be able to go and start to look for work.  They couldn’t 
go into a Job Centre and say ‘gis a job’ but they can come and they can talk about 
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building up skills, CVs whatever and there’s a defined length there and again that 
was so easy to write and I put that in knowing damn well I was going to get that 
and you know that’s a really good feeling for a funder to know that you’re going to 
put a bid in and it’s a sure-fire win [I: right]. Those are fewer nowadays, you know, 
because there is no such thing but it was no surprise to me when it turned around 
and they came and said we love it, we’ll fund it, you know.   
I: And so looking at gains and outcomes from the collaboration, would you say that 
your expectations were met by the collaboration? 
R: I think they were exceeded actually.  Far exceeded! 
I: And do you feel that the collaboration’s resulted in important outcomes? 
R: Yes.  I think that, you know, it’s made us look – because I came in quite early on 
and said why do you do this, why does that happen, what does – but you know in a 
way I’m already institutionalised because I’ve come from a third sector organisation 
and I think in a third sector way.  LLLLL doesn’t think like that.   
I: Yeah. 
R: It’s like why the hell do we do this?  Tell me why we do this.  Well can we do it 
another way, yeah. 
I: So if you were looking at those outcomes and their advantages would you say that 
they impacted at an organisational level, a practical level or even at a personal 
level? 
R: I think it’s hit all three actually.  Yeah and, you know, it’s important that the other 2 
are met but I think organisationally I have been brought in to think strategically and, 
you know, that is very important to me and LLLLL’s helped in that, in that respect.  
In all these short term gains I’m getting, great, but, you know, I’m telling you that 
the funding is diminishing, you know, and I’ve seen it decline like that [I: yes] over 
the last 5 years.  If it’s doing that it’s not going to...it’s going to...you know I think it’s 
going to plunge below before it comes back up again, if it comes back up again at 
all.  So, you know, there’s no point continuing on the same road that we’ve been on 
forever because it isn’t sustainable and, you know, when I retire which I hope is 
soon, - but that’s a personal thing, you know, I don’t want to walk away from this 
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organisation feeling any fear that it’s going to go under.  I want to walk away from 
this organisation having trained somebody else up, you know, to think about what 
happens in 5 years time, in 10 years time and, you know, it’s also about changing 
mindsets, not just of funders but of political people as well and, you know, we had 
the MP in, the local MP in on Friday and I lobbied him about all sorts, not least of 
all the Big Society and told him what a pile of poo I thought it was, you know, and 
that he should be lobbying Cameron and telling him and he says Cameron’s gone 
quiet on the Big Society and I said yeah he needs to keep his mouth shut period as 
far as I’m concerned because, you know, people are in crisis and the very civil 
society that should be helping them is in crisis itself so what’s to be done? 
I: Yes.  That’s a big problem. I can talk to you a little bit about that in a moment 
actually. 
R: Good [laugh]. 
I: So has anything unexpected come out of the collaboration, - and has anything, for 
instance, happened during the period which resulted in the position that Charity A 
is now in? 
R: I think that’s hard to say.  I think you’d need to come back in 18 months and ask us 
that [I: right].  I’m sure it will because we’ve got a massive collaboration in at the 
moment that we’re really sweating on the line, we’ll find out in July and LLLLL’s 
also helped us with that and that was difficult because she did the, I call it mind 
map, but you know the blue print that she does for us, and I wanted to include it 
with the bid and I wasn’t allowed to, but I made sure that our words reflected what 
was in that so that people knew exactly what was happening [I: yeah] and, you 
know, The CEO and I, and The CEO may allude to it, The CEO and I are both 
nervous because if we don’t get it we’re going to be mortified and sad because of 
the amount of work and effort that’s gone into it.  But that’s not wasted because 
we’ve proved that we can work with 2 entirely different partners in collaboration 
and we were the lead on that so that’s a lesson learnt.  However, if we get it we’ll 
be wetting ourselves because we’ll have to deliver it, not us but, you know, our 
partners Change Makers will have to deliver it and it could change the landscape 
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dramatically [I: yes] so I hope we get that chance actually [I: yes] but it’s not an 
easy option just because you get £350,000 over 3 years, you know, you think 
everything’s sweetness and light and wonderful.  It’s not.  A lot of effort will go into 
delivering that and making sure that the outcomes and the outputs are what we 
said they were going to be and there’ll be unexpected obstacles along the way that 
we’ll have to overcome. 
I: Sure, but is there anything else do you think that’s happened during the period that 
LLLLL was here that you find difficult to disentangle in terms of where the situation 
is currently at?  - you’ve described in depth a lot of the values of having LLLLL 
around but I just wonder if there’s anything else that’s happened during that period 
that might have led to the sense of perhaps how the organisation’s moved on 
incrementally?. 
R: Do you know, [sigh] the only thing I would say... 
I: One of the things that you’ve repeated a number of times I guess is the sort of 
darkness of the external funding trying to get some - sponsorship.  - perhaps that’s 
the most significant that... 
R: One of the things that she did which I wouldn’t say rattled me but really kind of 
tested us as a team was that I got a small amount of money and it was Ward 
specific and I saw this and I thought we’re going in to North Tyneside, Wallsend is 
one of the things, one of the places and at the time we hadn’t realised because 
we’re going in to North Tyneside first, we’re making a push into North Tyneside.  
We hadn’t had much funding other than what the council has given us which is 
chicken feed really, you know, and - we didn’t know where the base was going to 
be.  It’s since transpired it’s going to be North Shields which is not the best place in 
the world because that’s not where the centre of need is but, you know, it’s about 
where we can get premises from and where we can operate from and all the rest of 
it and I got this money in Wallsend and I based it on our Safe Space.  There was 
nobody around at the time, I saw it at the last minute and thought [phew] that’s 
easy money that, I can do that so I put it in, sure enough I get the money and of 
course when it comes back it’s like £1,500 that has to be matched and we can 
  
361 
match it in kind but, you know, I got the right idea but it needed skewing a bit, you 
know, and it was before we really got to grips with what LLLLL was doing so LLLLL 
wasn’t even involved at that stage and LLLLL came to me one day very concerned 
and she said XXXXXX, I’m not very happy about what’s happening at Wallsend or 
what I think’s going to happen at Wallsend because...and she said about raising 
need and raising expectations only for them to be dashed and she said this is a 
host of very vulnerable people that you’re dealing with, you’re going to go in there, 
you’re going to give them something they want and then you’re going to pull out. 
She said how do you think that’s going to make them feel and I went ‘never thought 
about that’.  I said what do you want me to do?  I said send it back if you like, I said 
no skin off my nose.  I said I told all the staff I can get the money in but, you know, 
you have to be able to deliver it which is why, I mean, I spoke to everybody when I 
first came here, you must speak to me, you must tell me what you want, you must 
keep me on track because I’m a funder, you know, I have been a project manager 
but I don’t manage your projects and they’ve now learnt that, and I think this is the 
unexpected bit, our team has now learnt to speak to me and tell me in words of 
one syllable what it is they want.  So they’re quite happy to accept the £1,500 but it 
has to be, you know, kind of channelled in a proper way.  Now we’ve accepted this 
money but what I’ve done is I’ve actually written to the funder and said look, the 
way that I wrote it was misleading, this is the way we should do it and so what 
we’re going to do is for 2 hours once a week for 10 weeks 10 people, up to 10 
people will benefit from a drop-in and they will talk about managing their recovery, 
about self-confidence, about all the route to recovery that you would normally cover 
but they will know that that person is only there for 10 weeks and they will know it’s 
because it’s funding specific.  But if I can get that and them put in a monitoring 
report that said all these people, you know, there were 10 people, 2 have gone into 
training, 1 stopped self-harming, I don’t know, you know, whatever and if you give 
us more money we’ll do more of the same in every Ward that you want us to do we 
will do more of the same so come on, show us the colour of your money and I think 
that’s the way to do it and I thought it was very brave of LLLLL to do that and she 
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obviously knew that I wouldn’t kind of spit my dummy out and I just said to her look, 
you know, really I said if I have to send money back I will and she said I daren’t tell 
The CEO and I said well, I said, I tell him or you can tell him or I said tell him we’ve 
had this conversation and in the end she did tell The CEO and I said to The CEO 
what do you think and he said it’s up to you XXXXXX and I said right I’ll find a way 
and we found a way, we have found a way and the funder has accepted it and we 
have taken the money, the money’s in the bank. Now, you know, again that is a 
different way of thinking and I think if she’d – if LLLLL had been in at the beginning 
that wouldn’t have happened and I won’t make that same mistake again [I: right] 
you know, I’ve learnt the lesson and I’ve now put in a different bid for a pot of 
money in Newcastle and I’ve managed to up the ante, you know, because I’m so 
used to writing that particular project I managed to make 1,500 into 2,500, you 
know, which is much better because, you know, I can understand now what it is 
that they do and why they’re doing it and I’m very aware that when we pull out, if 
we have to pull out for lack of funding that we’re not leaving people high and dry. 
I: Okay.  Last question.  - and I guess again you’ve touched on this already but do 
you think that the collaboration, the outcome of the collaboration is influenced 
mainly by the methods and tools and processes that have been employed or do 
you think it’s attributable to the attitude and the culture of the service designer, in 
this case LLLLL. 
R: I think almost certainly the latter.  I mean there is an element of the former in it but, 
you know, I along with my colleagues I think have been so impressed by the way 
that she came and hit the ground running.  She’s never said anything that would 
single her out as being naive or stupid or, you know, not with what’s going on.  
She’s very perceptive, - she has a natural ability to be able to get the best out of 
people.  I mean I’d love to kind of know what she does in 20 years time because I 
think [pfff] the sky’s the limit for the woman isn’t it. It really is and, you know, the 
thing I like about her is I think academia has it’s place in society.  I don’t mind 
working with any of the universities but, you know, there has to be a practical 
application and she has proved to me how practical she can be and, you know, if 
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you picked her out on the street, you know, if I was to kind of boast about her to my 
friends and say oh this is my friend LLLLL, she’s doing a PhD, you know, people 
would go oh yeah, you know, whatever because she doesn’t just doesn’t’ look like 
that, she’s just a normal girl next door, you know, and she is very approachable. 
I: That’s great XXXXXX thank you.  
R: Thank you. 
 


















































































































I spend the first part of the meeting explaining the “Empower your mind” idea to Wendy. 
We discuss how it relates to the research we had done earlier that day, and I make it 
clear that she can suggest any changes, and it is not a fixed idea.  
 
We then go on to discuss the research that has come from the morning’s session, and 
what that has informed about the service plan for Charity A in North Tyneside. I then 
ask about the purpose of Safe Space to see if there is a difference between the 
aspirations for North Tyneside and what is offered in Gateshead. We then discuss the 
different areas in North Tyneside and how a Safe Space might be able to support 
people across the borough.  
 
Main Themes 






0:25 – 5:20 
LW- “What I’ve suggested was, like an empowerment worker who… think of it as 
another version of the progression worker really but is just about helping people to 
become more independent and progressing them on from the services.” 
Wendy- “Would they necessarily, would they necessarily be at advanced stages in their 
recovery. How do you… I’m just thinking… yeah…. no it’s alright, sorry, I’m…” 
LW- “No, no, the only reason I’ve put it like that is because I thought if it was someone 
who worked one-on-one from the beginning, and like during treatment, then they 
become more of a support worker…” 
Wendy- “Yeah, yeah.” 
LW- “And then you’ve got one person, and they’re only gong to really be able to support 
say 5 people.” 
Wendy- “Yeah, whereas the likes of [service user A], or [service user B] who have come 
on massively, or [service user C] we can support them to move on…” 
LW- “Yeah so it’s the people that you identify…” 
Wendy- “So if T and LT have got them to that point, then it is… yeah, yeah.” 
LW- “Yeah well I was thinking just in terms of the capacity thing and the fact that… if 
you, say you’ve only got the funding for three years or something if you get the funding, 
then you would only get about 5 people through that three years because like you say, 
some people it can take them ten years to recover, so…” 
Wendy- “No, yeah, No, I agree.” 
LW- “If they come in at that point then they’ll probably get more benefit from it. But 
equally their, their sort of techniques could still be sort of involved in the services, and 
built into the staff resources anyway. Erm… and I was suggesting that, just kind of, well 
what is already being offered by LT and stuff, the wellbeing and the project work and 
group support stuff just sort of… erm, having money to do more of those and create and 
offer those in different places around emotional resilience so… that just being part of the 
offer, and then having like a website-type resource, that would be for helping with 
independence… self-management of erm, so lets say someone had progressed on but 
they still need sort of, every now and again, they still want support or something like 
that, we have something there that can act as a resource so looking at trigger points or 
something.”  
Wendy- “So could that be like the stress management workbooks or something?” 
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LW- “Yeah, so it could be anything really, but I think just having something online, it 
would also mean that people who can’t actually get here in the first place because 
they’re at work… it’s a resource for them.” 
Wendy- “Yeah, yeah.” 
LW- “Erm and I think if Charity A were to go on to say offer like a trading arm or training 
courses, it would be something that would be really valuable for that as well. I don’t 
think it should literally be, kind of, all of the word documents on a page type thing. I think 
it could be designed to be quite engaging, and quite sort of, user friendly…erm, 
obviously it wouldn’t suit everybody because not everyone’s going to have internet 
access, not everyone’s going to be internet savvy. So you’d still have those sorts of… 
but it hits the type of people who wouldn’t even want to come in and talk to people.” 
Wendy- “Yeah, yeah.” 
LW- “So I was thinking if you… based on what happened this morning and what people 
were saying this morning, I was thinking the buddying system, buddying idea could then 
be another feature of that.” 
Wendy- “Do you mean buddies as in other service users, or… as in volunteers?” 
LW- “Volunteers, but they might have been service users.” 
Wendy- “which could be volunteer empowerment workers yeah?” 
LW- “Yep.” 
Wendy- “Taking the on that same role, so would the empowerment worker then manage 
the group and support those…?” 
LW- “Yeah, yeah they could do.” 
Wendy- “I don’t know how many hours we’d be looking at for that worker, but whether 
they could have their own case load, I don’t know, and be recruiting, I’m not sure how… 
I don’t know how much money we’re going for and stuff but I think that’s definitely, so 
that element of it, I think that’s a way of being able to develop more capacity into the 
project.” 
LW- “Yeah and I was thinking it’s something that could, cos’ obviously it something 
that's focused around after people have had treatment, but something like volunteer 
empowerment worker, but it could be something about bringing them in for the first time 
and helping them to be motivated and sort of building that in from the beginning as well, 
so I was thinking that was something that should become part of it... So I’ve tried to 
write it down and capture it all, because I’ve had conversations with you and with 
Helene and with Stu, and it’s sort of all being going around in my head, so I thought if I 
write it all down…” 
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Wendy- “Yeah” <laughs> 
LW- <laughs> “I thought it might be quite helpful, so that’s what I was, so when I was 
thinking about this morning, what people were saying about needing that sort of 
progression support, I was thinking that would be...” 
Wendy- “Yeah, it does I know…” 
<removed for confidentiality purposes> 
  
5:58 - 7:45 
LW- “Because obviously this is, this is an idea for a bid, so how that’s actually done and 
how that looks could be anything really, but it would compliment what would be done in 
Gateshead, and what you’re saying about existing service users, but also the fact that, 
say you do some sort of partnership arrangement where it is 18 months or say you don't 
secure funding, it would suit that sort of set up as well because you’re bringing people in 
with an agenda to say...” 
Wendy- “We’ve got this time” 
LW- “…we've got this time, and you’d have that sort of input from an empowerment 
worker. Although how they are trained I don’t know <laughs>, what their specialism is, 
I’m not really sure.” 
Wendy- “In some kind of community work really, with experience or knowledge of 
people’s mental health issues… it is just about supporting people, and supporting 
people to set those targets and stick to them and with them on those, so… no I think 
that sounds good.” 
LW- “Well like I say, its just a suggestion so if you can think of anything that doesn’t look 
right or doesn’t sound right or anything then please do say, because I’d tried to write it 
without looking at the previous bid so I, because I didn’t want to be informed by that if 
you see what I mean, I wanted to try and write based on what people had said to me, so 
you might be able to try and think of things that aren’t quite right or could be added to it, 
but yeah, at the minute it’s just a suggestion and then…” 
Wendy- “Lovely” 
LW- “Obviously when we’re meeting next week, erm, we can sort of talk about it a bit 
more, and maybe anything else that may be able to go into the bid” 
Wendy- “Right, so I can keep a hold of this then?” 
LW- “Yeah, yeah.” 
Wendy- “I do like how you set things out, yeah” <laughs> 




15:30 – 16:02 
LW- “It does sound as though a social group, something like Safe Space would be good 
to start off with.” 
Wendy- “I think so, but I’m concerned that I’ve already got that in my head, and I’m sort 
of almost going to pre-empt what people are going to say they want, you know what I 
mean?” 
LW- “Yeah and I think, it doesn’t have to, like you say it doesn’t have to be done in the 
way that the one here is, it could be that maybe they don’t get GP referrals.” 
 
20:45 – 21:07 
Wendy- “I wonder if, yeah maybe, if there really should be things going on in Whitley 
Bay, things going on in North Shields…” 
LW- “So is the reason that we don’t do it that way in Gateshead because we’ve got a 
physical building?” 
Wendy- “I’d say that’s the only reason. I think, we’ve never been made to, we’ve never 
felt the need to because we’ve had a building…” 
 
22:53 – 25:07 
Wendy- “Maybe that’s something else as well, I mean obviously we’re Charity A, and 
everyone know that, or most people know that Charity A is mental health, but we can 
market ourselves to be different to that. It really is about wellbeing and you don’t have to 
be mentally ill to come to us.” 
LW- “Yeah, so maybe, cos’ it’s, cos’ it’s a clean slate in North Tyneside, maybe when 
you advertise it you could do that very differently and build up satellite spaces, that don’t 
even necessarily have to be in like typical buildings, like community centres. They could 
be in sort of a room above a café, or you now, places that are sort of nice to go to as 
well.” 
Wendy- “Yeah, yeah.” 
<removed for anonymity purposes> 
LW- “Maybe in the workshop we can build into, where do you want it but not just in a 
locality but, you know, what kind of place…” 
Wendy- “What kind of building, yeah.” 
LW- “Where do you want it to be, what’s your ideal sort of place to be talking and 
meeting new people. There’s not many places situations where you go and meet people 
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you’ve never met before, you know, if someone comes for the first time, where would 
make them feel…” 
Wendy- “more comfortable, yeah.” 
LW- “and carry less stigma around it, and you’d get to pick and choose your buildings 
really don’t you because you’re not tied to any, there’s no sort of existing partnerships.  
Wendy- “Ahum yeah, good idea.” 
 
Reflections 
Wendy seems to be reflecting during the conversation on the idea and how it would 
work and frequently makes half comments. I think this makes me a little nervous about 
what she thinks because I become a little less articulate about the idea. She becomes 
more confident the more I explain, and I think that gives me confidence also. I do still 
make sure the idea seems tentative, and frame it in the context of the bid, in order to 
imply a flexibility in how it is delivered. I think I have done this because Wendy is a 
service deliverer as well as manager so she will be thinking about the detail from a 
different perspective to HT and SD, and that is the scope she will be looking for. It is 
also the aspect of the bid that I want her to take ownership of, which I think is also 
important in ensuring that the work continues and works as well as it possibly can. I 
repeatedly state that she can suggest anything that doesn’t sound right or is missing to 
make sure that she feels that she can comment and that I want her to comment.   
 
Wendy does take to the idea and demonstrate understanding early on with the 
suggested addition of the buddying system and she says what title they could be given, 
based on the language of the project. She also then describes how they might be 
managed and discusses the more tangible, practical elements of a role, which indicates 
that she has an understanding of how it could work. Even when I say I don’t understand 
how that person can be trained, Wendy goes on to say what characteristics she thinks 
the person would need, again reinforcing the idea that she understands how it would 
work and can see it as a plausible idea. It also implies possible ownership of the idea 
because there is a great understanding of what is required at this early stage.  
 





We then have a lot of discussion about Safe Space and the differences between 
Gateshead and North Tyneside which improved my understanding of the way the group 
functions and what the intentions might be in a different borough. My questioning also 
helps Wendy to reflect further on why things are they way they are currently, which I 
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Abstract 
This paper presents the findings from a case study where a designer worked within three 
Voluntary Community Sector (VCS) organisations using a Design for Service (DfS) 
approach. The authors identify four organisational features that enable transformational 
change in this setting: understanding the role and remit of DfS; being receptive to change; 
valuing both process and outcomes; and the affinity between the existing organisational 
culture and DfS approach. These findings are discussed as a precursor to establishing the 
capacity of a DfS approach to effect transformational change in the development of public 
services in the VCS. It is hoped that this will help to influence the development and design 
of public services in the VCS in the future, whilst also informing the future practice of 
service design practitioners operating in this sector.   
KEYWORDS: design for service, transformation, charity, public services 
Introduction 
The Government defines the Voluntary Community Sector (VCS) or Third Sector as “non-
governmental organisations which are value-driven and which principally reinvest their 
surpluses to further social, environmental or cultural objectives” (HM Treasury, 2007, p. 5). 
This sector has been increasingly involved in the delivery of public services on behalf of 
statutory organisations; a significant proportion of the sector’s growth over the past decade 
has been the result of this increase in state funding and contracts (NCVO, 2012). However, 
following the UK Government’s Comprehensive Spending Review in 2010, the VCS has 
suffered a significant contraction in statutory funding leaving the sector in a fragile state 
(New Philanthropy Capital, 2010). The volatile fiscal climate has had a considerable impact 
on VCS organisations’ capacity, yet the community is also trying to respond to a sizeable 
increase in service demand (VONNE, 2011). Coupled with this, the UK Government’s 
Putting People First policy (2007) signaled a complete revision of the existing adult social 
care model, asking service deliverers to place more emphasis on ‘relational’ rather than 
‘transactional’ approaches to delivery (Needham & Carr, 2009, p. 3). The VCS is therefore 
faced with the challenge of meeting these altered expectations of the services they deliver, 
and how they are offered, in dynamic conditions. However, with no prescribed model for 
organisational change, it remains unclear if the sector has the capacity or capability to 
innovate at pace to accurately respond to the demands of their various stakeholders (New 





Modern design discourse has started to recognise the transformative powers of service 
design, with texts exploring design’s role in inciting change in both organisations (Burns et 
al., 2006; Junginger & Sangiorgi, 2009) and communities (Manzini, 2011; Design 
Commission, 2013). Recent design programmes such as Dott 07 (Tan, 2012) and Public 
Services by Design (Design Council, 2010) have demonstrated that design can have a 
transformational outcome; acting as a catalyst for change (Tan, 2012) on a personal, 
organisational and societal level. These transformational powers of design are also being 
utilised at national and international levels in the development of policies to “address societal 
challenges and as a catalyst of societal and economic change” (European Commission, 2009, 
p. 70). Kimbell (2011, p. 49) therefore proposes that professionals talk about “designing for 
service”, as the term recognises that what is being designed is not an end result, but rather a 
platform for action with which diverse actors will engage over time. In this approach, 
designers draw on an arsenal of dedicated tools to act as facilitator and provoker (Tan, 2012, 
p. 167), to both enable actors to co-create, and support the visioning process by prompting 
more radical thought (Manzini, 2011). It is therefore of significant value to understand the 
extent to which Design for Service (DfS) could help the VCS community to transform their 
traditional approaches and deliver better public services.  
Despite this growing recognition of the role of DfS in enacting meaningful transformation, 
the relative youth of this area of practice means that there is little theory on how designers 
can affect change on an organisational or societal level (Pacenti & Sangiorgi, 2010; Sangiorgi, 
2011). It is therefore vital to understand the factors that can impact on achieving 
transformational change in a sector such as VCS. Although literature does still debate what 
constitutes a ‘transformational outcome’ (Sangiorgi, 2011; Wetter-Edman, 2011, p. 69), for 
the purposes of this research, the authors have used Warwick, et al.’s (2012) four criteria; 
awareness, community, capacity and new organisational standards, as indications of a 
transformational outcome to a DfS engagement. 
This paper presents the findings from a cross-case study undertaken as part of a Doctoral 
inquiry, where a designer worked within three VCS organisations using a DfS approach, each 
over a 2 month period. In each organisation, the principal author acted as reflective 
researcher-practitioner, henceforth referred to as the Designer, supported by the other 
authors as research supervisors. These findings are discussed as a first step in understanding 
how a DfS approach can effect transformational change in the VCS. It is hoped that this will 
help to influence the development and design of pubic services in the VCS in the future, 
whilst also informing the future practice of service designers operating in this area.   
Methodology 
Action Research (Lewin, 1946) conducted through a case study (Yin, 2003) was chosen as 
the predominant methodology, in order to produce context-specific data that could also 
result in the development of practice and theory (Kellock Hay et al., 2001). Action-reflection 
cycles (McNiff & Whitehead, 2006) were used in three project settings; each forming part of 
a single exploratory case study (Robson, 2002, p. 181) where common features were studied 
and compared within and across settings to provide a more general overview.  
Project settings were selected using theoretical sampling to “replicate previous cases or 
extend emergent theory” (Eisenhardt, 1989, p. 533). Selection criteria required the host 
organisation to be a registered charity or other formally constituted VCS organisation with 
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that an organisation will be at risk as statutory support diminishes (Community Foundation, 
2011). Project settings had to be currently offering public services and looking to evaluate, 
change or expand these in some way in the future. They also had to have differing charitable 
aims and customer bases, in order that the Designer’s practice was not guided by previous 
engagements (Lewin, 1946). In each case, an initial meeting between the Designer and CEO 
explained the research aims and introduced the DfS approach in more detail using past 
projects as illustrative examples, before both parties made a final decision to progress.  
In each of the three charities engaged in this study, the Designer worked with a variety of 
stakeholders; staff and volunteers who administer services directly to clients, middle 
management, and executive leadership. The design activity was tailored to the organisation’s 
particular area of expertise, and used appropriate design methods and tools to address the 
specific issues that arose in each context. A brief summary of each charity, the design activity 
undertaken, and the resulting impact is described below: 
Charity A is part of a UK federation; providing mental health and wellbeing services across 
three boroughs in North East (NE) England, many of which are on behalf of a local council. 
Here, the Designer was asked to help the organisation consider what services they should 
provide in a new geographical area. Tools, i.e. personas, idea generation, service blueprints 
and touchpoint prototyping, were used to co-design a new recovery-focused service that 
engaged service users differently. Following the Designer’s contribution, Charity A 
successfully applied for a grant of £425,000 from BIG Lottery Reaching Communities, to 
roll this service out across the region. Charity A’s national federation commissioned a service 
design pilot with three other federation members following the successful use of the practice. 
Charity B is also registered with a national federation. Operating in one borough in NE 
England, they provide community education services to all ages. Here, the Designer was 
engaged to help improve earned income, particularly how the charity could improve its 
membership system, which offered discounts on fitness, arts and children’s services to the 
local community. Tools, i.e. visual customer journeys, staff surveys and co-design 
workshops, were used to co-design a new membership system that simplified the cost 
structure and reduced the price for those in receipt of benefits. Furthermore, the Designer 
helped to undertake engaging user research that formed an application to BIG Lottery, and 
they were awarded £190,000 as a result. Charity B has since contracted continuing service 
design support after the project to support their customer communication.  
Charity C is a national charity based in NE England that aims to engage children in reading, 
both directly through various public services, and through educational institutions. Here, the 
Designer considered how the customer experience provided by the charity’s public services 
could be improved. Tools, i.e. observation, reframing the problem area and idea generation, 
were used to co-design and prototype nine concepts to improve the customer’s experience. 
As a direct result, Charity C saw a 300% rise in their annual pass upgrade rate, which equates 
to an extra £52,500 a year for the organisation. Consequently, the organisation committed to 
using the DfS process again, enlisting service designers to support an upcoming project 
around the user experience they provide for people with cognitive and sensory impairments. 
Data Collection 
Data collected was predominantly qualitative for two reasons: it aims to “understand why 





al., 2002, p.3); and it helps to elicit “well-grounded, rich descriptions of processes in 
identifiable local contexts” (Miles & Huberman, 1994, p.3).  
The qualitative methods collected data from project stakeholders, who held the knowledge 
of the projects’ inherent values. These methods were used consistently across the case-study 
to capture the design object, the Designer’s activity and the project stakeholders’ responses 
and opinions in each setting. The data collection methods were broadly split into three 
sections: action research design activity, semi-structured interviews, and reflection-on-action. 
The plan for data collection in each project can be seen in Figure 1.  
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Action Research Design Activity can act as a probe and a way of capturing rich data 
(Zimmerman et al., 2010). Accordingly, outcomes from the Designer’s activity were captured 
to provide an insight into the potential outputs of the design process in context, and also, the 
possible responses to them. Thus, project meetings held to capture and improve the 
emerging design activity were audio recorded and proved useful to capture how the Designer 
described themselves, the activity, and the responses of project stakeholders over time. The 
Designer’s photographs, sketches, visuals and models from each collaboration were also 
retained and aided the coding of the unstructured interview data. It is advocated that a 
designer should gain feedback about the tools, methods and practices they employ in a 
timely manner (Sanders & Stappers, 2008), therefore, both formal and informal feedback was 
captured to add to the richness of the data available for analysis.  
Semi-structured Interviews were conducted by the Designer at the commencement of the project 
to gauge perceptions and expectations of the design process. At the end, key members of 
staff (the CEO, and a maximum cross-section of four project stakeholders) were interviewed 
by an independent expert to: capture and probe insights made by stakeholders; gain an 
understanding of if and where, a design approach has made a difference; and gather unbiased 
responses to the Designer’s engagement. This independent review ensured critical feedback 
was obtained from participants and provided data for triangulation.   
Reflection-on-Action documentation was made to allow the Designer to engage in a process of 
continuous learning (Schön, 1983). Participants produced daily diaries of the actions and 
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unrecorded conversations with the project stakeholders, as well as note the Designer’s 
activities, process, personal thoughts and feelings. Evernote
1
 software recorded and securely 
stored the diaries, enabling data input in mixed media from various devices (see Figure 2).  
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The reflection documentation helped to evidence the Designer’s influence on the study, 
systematically alternating between performing ‘on stage’ and reflecting critically ‘back stage’, 
which are key tenets of action research (McNiff & Whitehead, 2006).  
Analysis  
A general inductive analysis process was used to note the frequent, dominant, or significant 
themes inherent in raw data, independent of guidance or structure from the researchers, in 
order to derive theory (Patton, 2002, p. 55). The designer’s engagement at all three project 
settings was completed before any formal analysis commenced (Robson, 2002, p. 181), 
ensuring that later collaborations were not influenced by analysis of earlier ones. 
Each project setting was analysed in turn in a four stage process, to ensure that emergent 
themes were grounded in specific cases and their contexts before being compared across the 
case study (Glaser & Strauss, 1967). Firstly, during several close readings of all collated data, 
that which related to the question ‘how the DfS approach has an impact on organisational activity in 
the VCS context?’ was isolated and encoded accordingly. Secondly, these isolated quotes or 
sections of text were copied onto Post-It notes, which were then organised in a matrix that 
placed time (project set-up, project activity, and post project reflection) on the horizontal 
axis and stakeholder (Designer, Chief Executive, Service Manager, etc.) on the vertical axis. 
The excerpts of data were then manually grouped by meaning, to create multiple-coding 
collections based on stakeholders’ perspectives at specific moments in time. Thirdly, these 
coding collections were assigned a title summarising the category; where similarly entitled 
multiple-coding collections existed, this was taken as an indication of a critical detail or 
attribute related to the Designer’s activity. Fourthly, these categories were then triangulated 
across the different stakeholders’ perspectives and across the timeline to find the most 
cogent groupings and patterns (Silverman, 2006, p.290). Finally, these patterns were 
compared and contrasted across the project settings to help build theory.   
                                                      
1
 Evernote is software that is accessible on web, computer, phone or tablet that allows you to make time-coded 






High value project impacts were reported by each charity - noted in the Methodology section 
of this paper - and the DfS approach generated several tangible service interventions and 
many strategic changes in each. However, the analysis found that whilst positive service 
innovations were observed in all three project settings, the collaboration only had a 
transformational impact in Charities A and C.  To consider this disparity in outcomes, this 
section of the paper presents the findings in relation to the four key organisational features 
found to be required for DfS to effect transformational change. 
Unders tanding  the  Des ign  for  Serv i c e  approach  
All three charities received the same information about DfS before the collaboration 
commenced and the Designer spent time initially introducing and demonstrating the 
different tools and methods of the approach to the various stakeholders. Despite this 
consistency, analysis shows that the understanding of the DfS approach was different in each 
setting, which influenced the trajectory of the project. 
In Charity B, the CEO stated in their pre-collaboration interview that they saw the DfS 
approach relating to the marketing of services. Stakeholders’ close association of DfS with 
marketing was evident throughout the project, with the Executive Management Team 
(EMT) consistently linking the two approaches in project meetings. Although stakeholders’ 
lack of knowledge about DfS was expected, their preconception became a barrier to the 
design activity when the outcomes being generated were seen to extend beyond traditional 
‘marketing communications’. The initial interviews with the EMT suggested that all 
anticipated outcomes were related to effective communication of services. When the Design 
work also challenged fundamental policies and structures in the organisation, for example 
interrogating the way that prices were set, EMT responded by reinforcing the need to focus 
on communication of services rather than question the practice of how they were delivered. 
In contrast, stakeholders in Charities A and C who had also not previously engaged in a DfS 
programme, did anticipate that the approach might challenge some of their current practice. 
Conversely, as well as not anticipating that the DfS approach could challenge Charity B’s 
current organisational practice, the analysis shows that the EMT did not see this as a 
desirable role. Although in one meeting the CEO did suggest that there is permission to 
challenge the organisation, the project meeting data shows that this is something that they 
did not encourage. This is indicative of their perception that the Designer’s role was to 
provide capacity to help them to reach their pre-defined outcomes, rather than question any 
of their aims. It is clear that in Charities A and C there was both an expectation and desire 
that the Designer would operate across the different levels of the organisation and challenge 
their existing processes, which was lacking in Charity B. As such, the roles that the Designer 
was allowed to play in setting B were greatly restricted.   
Recep t iv i t y  to  Change  
A pre-requisite for each collaboration was that the charity should identify that they want to 
review or change existing or planned service offers, however analysis shows that the 
organisations had different levels of receptivity to change.  
In Charity A, the organisation-wide appetite to try new processes and be open to the 
outcomes that they presented, provided an ideal environment for the design activity to 
progress. Likewise, Charity C’s stakeholders identified that they were at an opportune 
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were comfortable with the concept of transformation. In contrast, a recent period of 
organisational restructure in Charity B meant that front-line staff exhibited a reticence to 
change, which posed a significant barrier to the Designer’s activity. Although stakeholders 
engaged in co-creation activities, the organisational fragility decelerated the project 
momentum, thus reducing the impact it was possible to achieve in the given period. 
Similar disparities in receptiveness to change can be seen in Charity B’s responses to 
proposals made throughout the collaboration that impacted on their current business model. 
Although the Designer demonstrated how improved customer-focused offers could help to 
increase income, their current financial difficulties limited the stakeholders’ ability to see how 
the services could be offered differently. Although Charity A and C also highlighted the 
volatile fiscal climate as a driver for change, they viewed the Designer’s engagement as an 
opportunity to explore ways of increasing or diversifying income in order to become more 
sustainable, and were therefore more responsive to alternative business models. 
In part, this inconsistency between Charity B’s feedback to proposals that impacted on their 
current business model, versus the positive reactions of settings A and C, can be directly 
correlated to the previously discussed perceptions of DfS and the function it would play in 
the organisation. However, analysis shows that it can also be linked to the organisation’s 
desire for change to occur. The readiness for change observed in Charities A and C, in 
comparison to the apparent fragility felt by front-line staff in Charity B, had an impact on the 
way the Designer was able to engage with stakeholders and how their proposals were 
received. Moreover, the lack of appetite for change at an executive level in Charity B 
ultimately restricted the work of the Designer to incremental rather than strategic outcomes.  
Valuing  Proce s s  and Outcomes  
The difference in outcomes across the case-studies can also be linked to the value that the 
stakeholders in each setting placed on the DfS process, in comparison to tangible outputs.  
Analysis of the pre-collaboration interviews shows that Charity B’s executive stakeholders 
were focused on the results of the project from the outset. In week two of the project the 
CEO remarks; “what I want are the solutions”. This pattern continues throughout the 
project activity data as the Designer was asked, “what’s the answer?” or “what’s the solution 
to it?” on several separate occasions after presenting design research findings. This emphasis 
on results in the data overwhelms any discussion of the value in the process itself.  
Conversely, in Charity A, analysis shows that stakeholders placed huge value on the design 
process. At the beginning of the collaboration, stakeholders identified that they wanted to do 
things differently but lacked the knowledge of how to do that. Their desire to understand 
how to enact transformation meant that as stakeholders recognised DfS process as a 
potential vehicle for change, the Designer’s input was increasingly valued. Their appreciation 
of the approach is also evidenced by the organisation’s request for a service design toolkit in 
order to provide a legacy to the collaboration, which demonstrated their commitment to 
embracing the approach long-term. Similarly, in Charity C the stakeholders recognised that 
their current service development processes were not effective, with the CEO stating that; 
“we have a process for testing ideas but not developing them”. Like Charity A, stakeholders 
in Charity C also valued the different perspective that the DfS approach brought. In a 
meeting at the end of the project, the Programmes Manager said; “the process is as valuable 
as the results… the process is gold dust”, further reinforcing the value that they placed on 
the approach itself. As such, the charity also pledged to continue using the DfS approach; 





Although data from post-collaboration interviews suggests that all stakeholders valued the 
DfS process, it is clear that the desire to adopt a new approach was fundamentally lacking in 
Charity B. As such, Charity B placed emphasis on the tangible outcomes of the engagement, 
resulting in the restriction of the Designer’s influence to front-line services, and preventing a 
transformational outcome.  
Compat ibi l i t y  be tween ex is t ing  organisa t iona l  cu l ture  and DfS approach 
Further insight can be gained into the absence of transformation in Charity B by comparing 
the organisation’s existing approaches to service development and the DfS process.  
In encouraging the use of the DfS process in each setting, the Designer advocated co-
creation at every stage. However in Charity B, current service development policy dictated 
that ideas should go through EMT, who would then decide whether they should be 
implemented. It is clear that this practice did not facilitate a culture of co-creation, for 
example; the Memberships Coordinator was also reluctant to engage members of all 
departments to help co-create a new membership structure, saying; “that these structures 
need to be set at management level”. Data collated across the collaboration timeline shows 
that Charity B’s existing organisational policies dictated that finance was at the centre of the 
service development process, whereas DfS approach places the users at the centre (Burns et 
al., 2006). Although DfS can address income as part of the creative work, the approach 
focuses on understanding what will be valued by users, in order to create viable income 
generating opportunities. Without a strong desire to alter the existing service development 
practice, the conflict between user-focus and finance-focus proved to be a barrier to the 
project progression and the extent to which design could influence the organisation.  
The findings suggest that in the case of Charities A and C, the principles of a DfS approach 
aligned very much with the requirements of the organisation; analysis shows that focusing on 
user needs to build desirable, efficient and effective offers was both an expectation of the 
organisations, as well as being an aim of the DfS approach. In Charity A, stakeholders were 
clear throughout that they wanted to design services based on customer need; “we really do 
need to find out what the needs are… and the gaps”. In Charity C, the CEO said that their 
outlook aligned with the Designer’s work, stating that; “the motivation and culture of the 
organisation were there and right for [the collaboration]”. The data demonstrates that during 
conversations in both settings, the Designer and members of staff recognised this common 
perspective, which strengthened their relationship and their ability to co-create.  
In both settings A and C, the symmetry between the existing organisational attitude and the 
DfS approach allowed the Designer to adopt the roles of facilitator and provoker much 
more successfully. However, in Charity B, there was a distinct disparity between the DfS 
approach and the incremental service development approach preferred by EMT. With such a 
discrepancy, the design process was not sufficiently valued to permeate the strategic levels of 
the organisation and create transformational outcomes as it had in the other two settings.    
Conclusions 
Charity A and C’s willingness to fundamentally challenge the way they operated was a key 
factor in the resulting transformational outcomes that the stakeholders observed in both 
project settings, as design was allowed to permeate all aspects of the organisations, and was 
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Findings from the case-study analysis suggest that there was a receptivity to change at the 
level of both policy and delivery in Charities A and C that was absent in Charity B, and thus 
prevented the Designer’s work from pervading the systems level of the charity as it had done 
in the other two project settings. Charity B’s reluctance to change can be linked to the 
EMT’s strong vision for the organisation, which acted as both a barrier to the design 
outcomes, and created an unsuitable environment for co-creation. This was compounded by 
Charity B’s preconceptions about DfS, and their desired outcomes from the collaboration. 
Without permission to co-create a new vision, it was impossible for the DfS approach to 
have any significant impact on the fundamental structures of the organisation in the eight-
week project period.  
This research provides significant learning for DfS practitioners, as it shows that an external 
driver for change is not enough to enact transformation in an organisation; there needs to be 
an internal rhetoric for engaging in significant change. Where possible, this openness to 
change needs to be present at all levels in order to co-create new organisational standards in 
a timely manner. Although it is not necessarily possible to ascertain this desire pre-
collaboration, this paper has presented four organisational features that indicate if DfS could 
have a more transformational effect. In practice, a designer should ensure that the 
stakeholders have accurate expectations of both the DfS approach and the anticipated outcomes. 
Predictably, measuring the charity’s receptivity to change prior to collaboration could help anticipate 
if transformational outcomes would be possible; however, the findings suggests that looking 
for a new approach as well as new outcomes would indicate a degree of openness that is necessary 
for radical change. Furthermore determining the charity’s existing organisational culture and 
assessing how well it aligns with the tenets of the DfS approach (a focus on user value rather than cost 
of delivery) would also help to establish if the Designer’s activity would be welcomed and 
embraced by the organisation.  
Further Research 
As this paper presents a first comparison of all project setting data, further qualifying 
research needs to be undertaken. It is anticipated that the completion of the Doctoral project 
will add detail to the features of a VCS organisation that enable DfS to have a 
transformational outcome. In particular, correlation with literature that focuses on DfS in 
private and public sectors to ascertain which of the features are peculiar to the VCS.  
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Informed Consent Form for Service Design Project 
 
About this Research 
 
As part of my work investigating if voluntary organisations should use 
techniques used by designers, I have created a self-assessment tool to help 
charities establish if they should or could use these techniques.   
 
If you choose to be involved, you will be asked to review the self-assessment 
tool (which comprises an introduction, four questions and a summary), and 
then asked to provide your thoughts and opinions on the tool during a 
subsequent 30-minute telephone conversation conducted at a time suitable 
for you. The information you input into the tool will not be gathered or 
analysed, only the data gathered during the interview will be used in the 
thesis.  
 
At no time will you be pressurised to give information, or judged on any idea 
or opinion you express. You will be sent a summary of the conversation, 
which you will be able to edit until you are happy it is an accurate version. 
Only this agreed summary will be used in the thesis. 
Researcher : Laura Warwick 
 
Contact Department of Design via 
 andrea.percival@northumbria.ac.uk 




Your involvement would be much appreciated to help provide opinions, 
thoughts and ideas that will help me to develop this tool in the best way 
possible.  
 
In all of the gathered information, your name will be replaced with a random 
one to ensure that no one knows your identity. Anything that you have said 
that could be used to identify you will also be removed prior to any sharing or 
publication. Other personal information you may also mention such as other 
people’s names and other sensitive information shall also be made 
anonymous or simply omitted.  
 
All data will be safely and securely stored at all times on an encrypted 
memory stick. The data collected and analysis of the data collected will form 
part of my research degree (PhD) thesis, and may also be reiterated for 
academic publication, conferences, journals etc., all of which will be 
published with no direct attribution to the source/identity of data/individuals.   
 
You have the right not to take part, or withdraw from the research at any time 
during the research, without reason and without fear of judgement. Please 
also feel free to ask any questions that you might have about the research, or 
your role in it, before giving your consent. 
 
 
Information obtained in this study, including this consent form, will be kept 
strictly confidential (i.e. will not be passed to others), and anonymous (i.e. 
individuals and organisations will not be identified unless this is expressly 
required and consented to separately in writing). 
 
Data obtained through this research will not be used for purposes other 
than those outlined above without your separate written consent. 
 
Participation is entirely voluntary and you may withdraw at any time within 
the next 3 months, for any reason, without any need to explain. Where 
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results have not been analysed and published, your data will be destroyed 
on request. All recordings, transcripts and visuals obtained during this 
research will be destroyed 5 years after completion.  
 
 
By signing, dating, and initialing below, you indicate that you fully 
understand the above information and agree to participate in this 
study on this basis. 
 
 
I consent to my participation in this study 
and the use of collected data as described 
above 
 
Sign:                                    
Date: 
If you would like to be kept informed of this 
research, please provide your email 




Thank you for consenting to participate in this research 
 
 






















































Discussion with Stakeholder D, Service Manager at Charity D 
Thursday 19th June 
 
Stakeholder D said he had tried out the tool several times. He thought it 
was quite simple and straight forward, which he felt was a good thing. He 
said the tool was a really quick and simple way of charities doing the early 
thinking on whether service design was something that they could use.  
 
Stakeholder D thought the tool’s four questions were the essential ones to 
assess readiness for using service design. He commented that because 
he had used service design before, he had a better understanding of the 
questions than other people would. He thought radical would mean 
different things to different people; to some it might mean changing 
everything. After discussion, he thought that ‘what type of change are you 
looking for?’ would be a more appropriate question. Also changing 
question three to ‘how much do you want to involve your service users?’ 
would be more suitable. 
 
Stakeholder D felt that some of the answers to the questions were not 
exclusive; for example, you may have reviewed your services, but know 
some things still need to change. He felt the answers to question three 
were the clearest, but there was a danger that in general, none of the 
responses would represent the charity. Stakeholder D wondered if a scale 
might be more appropriate, but after reflection decided that sentence 




Stakeholder D felt that there needed to be some understanding of the 
benefit and outcomes of using service design, in order for charities to 
recognise that they should release capacity. He thought the capacity 
question made people aware that there was a need for time and 
commitment, but that there also needed to be information on why it was 
worth freeing up the resource.  
 
On the whole, Stakeholder D felt the language was good and accessible, 
but that sometimes the terms used changed in the different options; for 
example, on question three the term stakeholders was used on some 
options, and users, staff and partners on other options.  
 
He thought the design of the tool was very nice and professional- in 
particular the tailored responses to the sentence choices. He also felt the 
pop-up boxes were informative.  
 
Stakeholder D said that there were times when he’d gone through the four 
questions and wasn’t able to view his results at the end. When he had 
managed to look view the results, he thought it was a helpful function.  
 
Overall, Stakeholder D felt that the tool would be useful for service delivery 
charities. However, he thought there was a danger that charities who 
should use service design, would not necessarily enter the responses that 
show they could benefit from the approach. Some smaller charities in 
particular might not be able to use the tool to understand how they could 
benefit from service design.  
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Appendix 19 
Development of ‘Is it the right time to use Service Design?’ 
tool 
Initial development of the tool‐ iteration one 
The first step in the development of the tool was to create questions from the 
five factors outlined previously. The table below (Table 21) shows how the 
conditions were re‐described to create questions that were both answerable, 
and would appear relevant to an organisation.  
 
Table 21: A table that shows how the inhibitors were re‐described as questions 
Inhibitors:  Tool Question: 
Ill‐timed change  Do you have the capacity to change? 
Limited receptivity to change  Do you have the permission to 
change? 
Incompatibility with DfS  Do you want to take a bottom‐up 
approach? 
Valuing outcomes over process  Do you want radical change? 
Lack of understanding of the DfS 
approach 
Do you want radical change? (Plus the 
responses to all four Q’s) 
 
The ill‐timed change inhibitor relates to the organisation’s ability to undertake 
the work, as much as it refers to the driver to change. Encompassing this into the 
question, do you have the capacity to change?, would help an organisation to 
consider if they can allow the participation required to create value. However, 
this study has also demonstrated that there was little knowledge of the DfS 
approach, and that in the case of Charity B, the co‐design aspect was not 
anticipated. To address this, and to incorporate the inhibitor lack of 
understanding of the DfS approach, I designed a step after each question which 
would present information about why that question was important e.g. 
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explaining the need for participation, and thus the importance of capacity. 
Depending on how the person responded to the question, this explanation 
would be phrased slightly differently, although the core of the content would 
remain the same.  See Figure 67 below as an example: 
 
Figure 67: An excerpt from the first iteration of the tool 
 
 
In relation to lack of understanding of the DfS approach, the question do you 
want radical change?, was also created to help charities consider the type of 
change they are looking for.  
 
Limited receptivity to change was the foundation for the question do you have 
the permission to change?, to enable the organisation reflect on whether they 
have the permission required for both participation and change at all levels of 
the organisation. However, receptivity also refers to the type of change 
anticipated, which was addressed in the responses to each question, designed to 
help to inform the user about the details of the DfS approach.  
 
Finally, incompatibility between the existing organisational culture and the DfS 
approach was translated into the question; do you want to take a bottom‐up 
approach?, which is one of the core tenets of the DfS approach.   
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The first iteration of the tool was designed to work in four main steps:  
Step 1: Users are shown an introduction to the purpose of the tool. 
Step 2: The user is asked a question and has to select either ‘yes’ or ‘no’. 
Step 3: The user is then shown a statement in response to this selection, which 
describes why that feature is important to a Service Design project.  
Steps 2‐3 are repeated for a total of four questions.  
Step 4: The user is then shown a summary page, which shows one of two 
possible statements depending on their sentence selections. If they have 
selected mostly ‘no’, it suggests that the approach is not suitable for them at the 
moment. Mostly ‘yes’ would suggest they could benefit from the approach.  
 
Feedback on iteration one 
After developing the question and responses, the draft (Figure 68) was shared 
with my supervisors for initial feedback based on their knowledge of the 
research, as well as their extensive experience in Service Design practice and 
education. This iteration was just paper‐based in order to develop the content 
before investing in a more sophisticated set‐up, however it was explained that 
the intention was to create an interactive system.   
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Figure 68: An excerpt from the first iteration of the tool
 
 
The initial feedback from my supervisors was first to improve the understanding 
of the questions before reading the answers, as they felt the questions were not 
clear enough to those coming to the tool for the first time. To respond to this, 
sentences were added to qualify what the user should consider when answering 
the question.  
 
Furthermore they felt the current format of the tool could be construed as 
leading, because the ‘right’ answer was to say yes, indicated by words like 
‘perfect’ and ‘wonderful’ in the responses. As the intention of the tool is to 
prompt honest reflection, the response tone was adjusted to be less leading.  
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Also, they felt that the answer should not be a ‘yes’ or ‘no’ as this was too 
precise, instead users should indicate the current organisational context on a 
scale. The yes and no answers were replaced with a scale of 0‐10 accordingly, 
and the calculations adjusted so that their positioning on the scale still resulted 
in them seeing one of two responses about why the feature was important i.e. 
under 5 saw one response, 5 and over viewed another.  
 
Finally, they suggested it would be helpful if the users could record and review 
their answers, potentially using it as a basis for a conversation with internal or 
external partners. To address this, a function was added where users would be 
able to review and print their answers, and the text in the summary page 
(whether or not they should use Service Design) was updated to encourage them 
to do this regardless of the result they received.  
 
Development of the tool‐ iteration two 
In response to the suggestions made by the supervisory team, in particular to 
eliminate leading questions, the second iteration of the tool was reconfigured to 
work as follows (the main changes are in bold): 
 
Step 1: Users are shown an introduction to the purpose of the tool. 
Step 2: The user is asked a question and is asked to grade themselves on a scale 
of 1 to 10 (1 being ‘not at all’, 10 being ‘definitely’). 
Step 3: The user is then shown a statement in response to this selection, which 
describes why that feature is important to a Service Design project.  
Steps 2‐3 are repeated for a total of four questions.  
Step 4: The user is then shown a summary page, which shows one of three 
possible statements depending on their sentence selections. If they have 
selected mostly over 5, it suggests that they could benefit from the approach. 
One or less responses graded over 5 and they are shown a response that 
suggests it’s not for them. Two to three responses graded over 5 suggests that 
it might be suitable but they could benefit from talking to a Service Designer to 
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see if they could improve the conditions to get the maximum benefit from the 
approach. They are also able to review and print a summary of their answers to 
discuss with internal or external stakeholders.  
 
An example of these changes can be seen in Figure 69, below: 
 
Figure 69: An excerpt from the second iteration of the tool
 
 
To then gain further insight into the content, relevance and applicability of the 
tool, I shared iteration two (and subsequently, iteration three) with key VCS and 
DfS stakeholders. The data gathered from this consultation was then used to 
gauge the overall usefulness of the tool, as well as to refine the design to 
improve usability.  
 
Research recruitment 
A pre‐condition of the recruitment for this consultation was that the participants 
had previous experience or knowledge of the application of Service Design in a 
VCS context. To ensure the content of the tool would be as useful and digestible 
to those with limited knowledge, as it would to those with experience of the 
approach, four main participant types were established and recruited against: 
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Group 1: Those with in‐depth experience of Service Design  
(Participants who have been involved in the initial case study work); 
Group 2: Stakeholders from charities that have used Service Design, but worked 
with a different designer/consultancy  
(Participants in Network A’s Service Design pilot); 
Group 3: Those who know about Service Design but have not used it  
(Those who have attended presentations about Service Design); 
Group 4: Service Design practitioners  
(Designers who have worked with charities specifically). 
 
The table below (Table 22) shows the stakeholders for each participant group, 
along with a key that indicates the chronological order in which they were 
interviewed. This is an extension of the previously used referencing system (see 
p92 for more details), where prefix ‘i’ indicates that the data was gathered 
during an interview, and the number indicates the order of this interview in 
relation to the case study timeline e.g. i‐30 was the 30th interview conducted in 
this case study. Finally, it shows which version of the tool the stakeholders 
reflected on.  
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Table 22: A table that shows the research participants in relation to each group, and 
each iteration of the tool 
Participant 
type 
Cases  Charities who 
have used the 
DfS approach 
Charities who 
have not used 
the DfS 
approach 
Service 
Designers 
Iteration Two    Network A: 
Lucy (i‐26) 
Stakeholder A 
(i‐27) 
  Consultancy 
H: 
Designer H (i‐
28) 
Iteration 
Three 
Charity A:  
Chris (i‐32) 
Barbara (i‐33) 
Charity B: 
Carl (i‐35) 
Brian (i‐36)  
Charity C: 
Melanie (i‐38) 
Network A: 
Lucy (i‐31) 
Stakeholder A 
(i‐37) 
Charity D: 
Stakeholder D 
(i‐34) 
Charity E: 
Stakeholder E 
(i‐29) 
Charity F: 
Stakeholder F 
(i‐39)  
Charity G: 
Stakeholder G 
(i‐40) 
Consultancy 
H: 
Designer H (i‐
30) 
 
 
Feedback on iteration two 
Stakeholder A felt that terms such as ‘radical change’ would mean different 
things to different people, and therefore people would answer the questions in 
different ways (i‐27). She suggested that to increase the accuracy of the 
response, the organisations should be shown sentences that represent the 
different options on the scale, and that they should select the one most 
represents them currently. Lucy (i‐24) agreed with this, suggesting that 
presenting options similar to the Progress for Providers self‐assessment tool 
(Helen Sanderson Associates, 2014) would allow the user to make a selection 
that best represented the organisation’s current position (see  
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Figure 70).  
 
Figure 70: A question from Progress for Providers range of self‐assessments, 
designed to enable providers to deliver more personalised services
 
 
Designer H (i‐28) also felt that it would be more appropriate to have sentences 
that described the possible answers to the question. However, he felt that they 
should only be six options, so that there was still an over 50% or under 50% 
calculation. He said that having only two possible responses to an organisation’s 
rating was still most appropriate, as it kept the tool simple (Designer H, i‐28).  
 
As a result, the tool was updated so that there were six sentences reflecting the 
previously used scale for each question, providing the user with more guidance 
in their selection. However the result calculation and question responses 
remained unchanged.  
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Designer H (i‐28) said that the self‐assessment tool could be very useful to help 
charities decide if they were ready to work with a Service Designer. He thought 
that establishing the readiness of an organisation for change, and the potential 
role that Service Design could play in that organisation, was best established 
through conversation. Designer H felt that the tool could help to guide charities 
about whether they should have that conversation in the first place, and assist 
the conversation between the charity and Service Designer or agency.  
All four stakeholders agreed that it would be useful to print out the responses to 
help structure a conversation within their organisation or with a Service Design 
agency. 
 
Designer H made some suggestions about the language of the tool for question 
three; do you want to take a bottom‐up approach? He said he understood the 
aim of the question, but that Service Design does not always take a true bottom‐
up approach. He also suggested altering the explanation of that question so that 
it was building the service with those ‘who benefit and who deliver it’, rather 
than just ‘those who deliver it’. The text was changed as suggested, and the 
question was changed to read ‘Do you want to work with users and staff?’  
 
Finally, Designer H (i‐28) thought that the ‘maybe' feedback didn't feel that 
helpful. He thought perhaps it could say that ‘it's a good time to use elements of 
Service Design to prepare the ground for a successful future project’. He also felt 
it would be nice if each one had an active recommendation, that they could 
always ignore if necessary (Designer H, i‐28). The ‘maybe’ response was 
therefore changed to read ‘there’s potential’, and each response updated to 
include an action. 
 
Development of the tool‐ iteration three 
In order to test the tool more widely amongst the participant groups, and also to 
receive feedback on the intended format of the tool, the content was updated in 
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response to the first round of consultation and developed into an interactive tool 
available online.  
 
The tool’s main steps were developed to work as follows (the main changes are 
in bold):  
Step 1: Users are shown an introduction to the purpose of the tool. 
Step 2: The user is asked a question and has to select a sentence that best 
describes the current position of their organisation in relation to that question, 
from six possible answers. 
Step 3: The user is then shown a statement in response to the sentence they 
have selected, which describes why that feature is important to a Service Design 
project.  
Steps 2‐3 are repeated for a total of four questions.  
Step 4: The user is then shown a summary page, which shows one of three 
possible statements depending on their sentence selections. If they have 
selected mostly sentences 1‐3, it suggests that the approach is not suitable for 
them at the moment. Mostly 4‐6 would suggest they could benefit from the 
approach, whereas a mixed response would suggest that they find out more 
before deciding. The ‘there’s potential’ response also reminds the user which 
feature is currently missing e.g. capacity for change. Users are also able to 
review and print a summary of their answers to discuss with internal or external 
stakeholders. 
 
A page of this interactive tool, as well as an example of the updated content, can 
be seen in Figure 71: 
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Figure 71: An excerpt from the third, interactive iteration of the tool
 
 
To gain feedback on this version, an email was sent to each potential participant 
that explained the purpose of the research, the tool, and what was required 
from the research. Once they confirmed their desire to take part, I asked them to 
complete an informed consent form (see example in Appendix 16), and on 
receipt of that, they were sent a hyperlink to the tool. At this point, it was made 
clear to each stakeholder that the responses that they provided whilst using the 
tool, i.e. their response selections) would not be collected or analysed as the 
objective was to understand the relevance of the content and the format, rather 
than assess their organisations’ ‘readiness’.  
 
Following this, a semi‐structured telephone interview (Robson, 2011) was 
conducted with each participant to elicit their opinion on the tool’s usefulness, 
usability, format, content, and language (for questions, see Appendix 17). The 
participant was then sent a summary of the discussion, providing them with the 
opportunity to edit the document until they felt it was an accurate reflection of 
the conversation. Only the content of this agreed summary was used to inform 
the development of the tool. 
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Feedback on iteration three 
Overall, the participants felt that it would be a really helpful tool to help people 
understand more about Service Design, and between the way the questions 
were phrased and the dialogue boxes, charities would understand the relevance 
to their organisation (Stakeholder D, i‐34; Melanie, i‐38; Designer H, i‐30 etc.). 
Melanie (i‐38), Carl (i‐35) and Chris (i‐32) all felt that if they had used the tool 
prior to the collaboration, they would have started further on down the process, 
because they would have a better understanding of the DfS approach, what it 
entailed and why they should use it. Stakeholder E (i‐29) thought it would really 
make those organisations that are not sure about Service Design reflect on their 
current position.  Those that had reviewed iteration two all agreed that iteration 
three was an improvement on the previous version.  
 
All of the participants felt that the questions were the right ones to help assess if 
they should use Service Design, and were important to reflect on before using 
the approach (Chris, i‐32; Stakeholder E, i‐29; Stakeholder D, i‐34 etc.). Reflecting 
on their experience of using Service Design, those in the case study participant 
group felt the questions covered the important things that you needed to think 
about before embarking on a collaboration; they were questions with big 
implications, but you need those things in place before working with a Service 
Designer (Melanie, i‐38; Barbara, i‐33; Chris, i‐32 etc.).  All of the respondents 
also liked that there only four questions (e.g. Stakeholder E, i‐29; Brian, i‐36; Carl, 
i‐35), because although they were very detailed, if there had been more it would 
have been too confusing and intensive. Stakeholder G (i‐40) suggested adding 
another question ‐ Are you/your team prepared/ready for change? She 
suggested that this would help the organisation consider whether they have the 
appropriate Change Management training (i‐40). However, as it would depend 
on who was adopting the specific roles in the project, i.e. internal or external 
stakeholders, as to whether or not those skills were required, this was not 
required at this stage of the process.  
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Both Brian (i‐36) and Stakeholder D (i‐34) wondered if the term ‘radical change’ 
was too strong a term in question one. Stakeholder D suggested that radical 
would mean different things to different people; to some it might mean changing 
everything. He suggested that ‘what type of change are you looking for?’ would 
be a more appropriate question (Stakeholder D, i‐34). Also changing question 
three to ‘how much do you want to involve your stakeholders?’ would be more 
suitable (Stakeholder D, i‐34). The questions were changed accordingly in 
iteration four. 
 
Although Brian (i‐36) wondered if the permission to change question could be 
rephrased and put first, so that you assessed the organisation’s readiness for 
change first, nobody else mentioned the order of the questions, so they remain 
unchanged.  
 
Lucy (i‐31), Stakeholder A (i‐37) and Designer H (i‐30) all felt the six sentence 
choices were better than the scale in the previous version. Lucy (i‐31) said that 
‘the sentence that follows each question was useful and succinct, and a helpful 
way of setting the scene for the person using the tool’. This was also echoed by 
those who had only see iteration three of the tool, with Chris (i‐32) and Carl (i‐
35) saying the multiple choice options were really clear, and that they would be 
relevant to different types and sizes of organisation 
 
However, many respondents felt some of the responses were trying to 
encapsulate a complex situation (Barbara, i‐33; Stakeholder D, i‐34; Melanie, i‐
38). For example, Stakeholder D (i‐34) felt that some of the answers to the 
questions were not exclusive and there was a danger that in general, none of the 
responses would represent the charity. As all participants liked the calculative 
nature of the tool and felt the responses were clear, it was not possible to alter 
the options, instead a sentence was added to each question to reassure the user 
about their choice, which read; ‘Choose the sentence that best reflects your 
organisation at the moment. It may not be an exact match, but the feedback you 
receive will help you make more informed decisions about Service Design.’ 
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In relation to the responses, all of the participants felt that they were 
informative, and that all of the content was clear and relevant (Barbara, i‐33; 
Brian, i‐36; Stakeholder G, i‐40 etc.).  Melanie (i‐38) commented that the pop‐up 
boxes prompted further thought, and on reading these boxes, and recognising 
the importance of the feature, she felt she wanted to go back and amend her 
answer. She suggested placing a back button on the box to allow someone to 
change their selection, however the intention of the tool is to answer the 
questions honestly, so rather than a back button, which might encourage people 
to ‘improve’ their answer, a simple ‘close’ button was added. Carl (i‐35) thought 
the pop‐up answers were a little wordy and said that he hadn’t read all of them 
before progressing through the tool. He felt that highlighting words would be 
helpful, and so this was added to the next iteration. Stakeholder A (i‐37) thought 
that there needed to be more mention of people’s fear of change in the 
responses to question four, do you have permission to change? It currently only 
featured in one of the responses, and so was added to the second one too. Brian 
(i‐36) said it would be useful to emphasise that there are ways that you could 
bring capacity in to support service development, and so words to this effect 
were added to the response sections to question two. 
 
When answering the question about the appropriateness of the interactive 
format of the tool, Carl commented that some charities might not be computer‐
literate and able to access something online (i‐35). However, he thought the 
current format was still best, as a paper exercise would not give you the same 
tailored information, which was important (Carl, i‐35). This sentiment was 
echoed by the rest of the respondents, who also felt that the interactive format 
was important (Melanie, i‐38; Stakeholder D, i‐34; Brian, i‐36 etc.). Many 
respondents also mentioned that the tool was ‘short, sharp and snappy’ (Carl, i‐
35), which made it very accessible and encouraged people to use it (Chris, i‐32; 
Stakeholder F, i‐39; Stakeholder G, i‐40). Chris (i‐32) felt it was more likely people 
would use it because it was a set of multiple‐choice questions, and that this 
could be reinforced on the front page, perhaps by saying the amount of clicks it 
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takes to complete. To reflect this, the phrase ‘four multiple choice questions’ 
was added and highlighted in the description at the start of the tool. 
 
All of the participants felt the language was simplistic, jargon‐free, and accessible 
(Designer H, i‐30; Stakeholder F, i‐39; Lucy, i‐31 etc.). Chris (i‐32) described the 
tone as friendly, conversational and inclusive. Melanie (i‐38) thought the 
language and tone were appropriate to people reading about Service Design for 
the first time.  
 
Similarly, all of the respondents felt it was very helpful to be able to review and 
share your answers once you had completed the tool (Stakeholder D, i‐34; 
Stakeholder A, i‐37 etc.) Stakeholder G (i‐40) felt that by being able to review 
your response, you could establish how the answers given resulted in the advice 
on the summary page. Melanie (i‐38) said she had printed and reviewed her 
answers, and it was a great feature as it meant you could share it with teams, 
and discuss Service Design’s relevance amongst the organisation. Similarly, 
Designer H (i‐30) felt this function would be particularly useful to help designers 
to structure a conversation with charities about their current operating context.  
 
Designer H suggested that service designers work in loops of engagement, 
referencing Heapy’s (2009) ‘hoops model’ (see Figure 72 below), often starting 
with a small project to demonstrate value, before moving on to more 
transformational change.  
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Figure 72: Heapy's (2009) hoops model 
 
 
He felt that the four questions included in the tool were still relevant to 
establishing if an organisation was ready for an ‘insight’ project, so they should 
score over 5 for each question, but that the organisation might rate themselves 
lower on the scale i.e. 6 instead of 10. He felt that linking their self‐assessment 
score with the hoops model might help the designer or agency to establish the 
aim of the project during a subsequent conversation, i.e. having a lower score 
would suggest a smaller and less organisationally‐challenging project would be 
appropriate e.g. a project focused on generating or gathering insight (Designer H, 
i‐30). 
 
Melanie (i‐38), like Barbara (i‐33), felt that it was important to approach the right 
person in the organisation to complete the tool, in order for it to have maximum 
impact in that time. Iteration four saw the addition of the sentence ‘Different 
people in your organisation may answer these questions differently. It can be 
useful to share this tool with other members of your team to see if you all agree 
about your organisation's readiness to use Service Design’. This was added to 
hopefully encourage users to share the results amongst their team, or redirect it 
to the most appropriate person. 
 
Brian (i‐36), Carl (i‐35) and Stakeholder D (i‐34) felt that there needed to be an 
introductory page about the benefits of Service Design beforehand to give more 
context to the approach. However, it is intended that this tool would be used 
after visiting a Service Design website or speaking to a Service Designer to get a 
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basic understanding. To reflect this, a sentence was added to the front page to 
link the user to information on Service Design if they want to know more.  
 
Designer H (i‐30) said that the tool was currently very text heavy; he felt icons or 
colours could also be used to show how the elements combine for readiness. 
This was echoed by Carl (i‐35) and Melanie (i‐38), who felt that visuals would 
help it feel more engaging and designerly. The tool was updated to reflect these 
suggestions, adding both colour and a visual that showed the questions’ 
connectedness.  
 
Development of the tool‐ iteration four 
The fourth and final iteration of the tool was updated to reflect the suggestions 
made by the research participants. In particular, colour coding and a circle icon 
were added to give a visual representation of the four ingredients and their 
relationship to a complete service design project (see Figure 73). 
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Figure 73: An excerpt from the final iteration of the tool
 
The final version of the tool is available to use online at 
http://charitytool.laurawarwick.co.uk and screen shots can be found in Appendix 
20. 
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Appendix 20 
Screen shots of ‘Is it the right time to use Service Design?’ 
tool 
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